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9 “CUSTOMER WINBACK” 
Main Points
(1) Creating Loyal Customers: i.e., “In order to create loyal customers, you need to start with loyal employees.” p8. E.G., “Many companies link successful customer loyalty programs with an organizational structure that fosters customer-oriented teams. Teams can be cross-functional (involving employees from different disciplines) or cross-trained (members are trained in several different skills)” p8. ***IMP.: “If you decide a team-based approach would work for your company, don’t expect it to happen overnight. You need to see creating teams as a multi-step process that starts with identifying the right organizational structure as well as the company’s existing culture. Both of these tasks involve significant planning and should not be underestimated.” p2.
(2) Target the Right Prospects In the First Place: i.e., “All prospective customers are not created equal. Unfortunately, many companies learn this lesson the hard way – after numerous run-ins with customers who are never satisfied.” p8. E.G., “Evolving software programs are making it easier for companies to identify early on their ultra customers. These are the ones who need little incentive to purchase, are more resistant to the pull of competition, are less price-sensitive and generally more tolerant of occasional lapses in service. By using demographic and lifestyle data, conversion model software can help companies target these highest-value customers.” p8. ***IMP.: “To avoid falling into this trap, spend the time up front to define your business model and your target market.” p8.
(3) Satisfied Customers Aren’t Always Loyal Customers: i.e., “Most customers are not dissatisfied. But as the Internet and other technologies offer more transparency on pricing and selection to customers, loyalty is becoming commoditized.” p6. E.G., “Noriaki Kano at the Science University of Tokyo challenges conventional customer service methodologies and offers a model that offers three levels of customer satisfaction: basic, expected and unanticipated. While companies are well versed at providing the basic and expected levels of satisfaction, it is the next level of service where loyalty can be built.” p6. ***IMP.: “You need to be constantly anticipating customer’s unmet needs and re-creating business models to meet those emerging needs.” p6.
Action Steps
(1) Move from Problem to Opportunity: “The trick is to reframe customer defection as an opportunity to provide superior, individualized customer service. By gaining back a customer’s trust, not only will you gain a steady share of their pocketbook, but you will discover new ways to differentiate your company.” p2.
(2) Don’t Underestimate Your Employees”: “Don’t underestimate your employees’ ability to provide insights into customer behavior and preferences. Whenever any new promotion is considered, ask for input on how it will affect customer loyalty.” p3.
(3) Listen Carefully: As a strategy for saving a defector, you need to listen carefully and acknowledge customers’ complaint. You need to be contrite..
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